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Goals and Challenges to Modernize

§ Congress establishes FSA as a PBO in 1998
Ø Integrate disparate student aid delivery systems 
Ø Improve service to students and participants in federal 

student aid programs
Ø Reduce cost of delivering student aid programs
Ø Increase accountability for administering operations of 

student aid program
Ø Implement an open, common, integrated system for the 

delivery of federal student aid
Ø Provide greater flexibility to manage the operations of 

federal student aid 
Ø Develop and maintain federal student aid system that 

contains accurate, complete, and timely data to ensure 
program integrity
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FSA Modernization Goals:
Focus on Results

§ Integrate & Simplify Systems and Processes
Ø Enable our systems to seamlessly work together 
Ø Integrate our systems through reengineering, replacement, and 

retirement
Ø Integrate data within our systems to eliminate redundancies 

and provide consistent answers and information

§ Improve Service and Access to Federal Student Aid
Ø Focus on the needs of customers
Ø Be easy to do business with

§ Increase Program Integrity
Ø Restore trust and integrity to Title IV student aid program
Ø Eliminate fraud, waste, and abuse

§ Reduce Costs
Ø Do more with less…serve more with less
Ø Protect the public’s money
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Reengineer…Retire…Replace 
Modernize Systems to Serve More With Less
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Modernization Themes:
Speed of Change

§ Commercial products already tested by the 
marketplace 
§ Best practices distilled from many 

developmental experiences 
§ Cuts risk or problems, cuts “time to market” in 

FSA

Moving fast into the future by using proven commercial 
products and best practices
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Pillars of Modernization:
Key pillars drive Modernization of FSA systems 
and processes

§ Paper to Electrons
Ø Completely paperless aid delivery experience

§ Program Integrity
Ø Restoring trust in our financial systems and enhancing integrity

§ Customer-centric
Ø Committed to providing the right answers and right products

§ Integrated Architecture
Ø Integrating our systems as we retire the hairball 

§ Innovation in Contracting
Ø Select a partner to help FSA drive the entire transformation
Ø Utilize innovative contracting to incent outcomes and solutions 
Ø Team with operating partners instead of traditional “contractors”



7

Where We Are Today…

§ Modernized solutions enable achievement of 
FSA goals
§ Set the platform for future integration of 

business with technology
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Integrated Architecture
Customer Focused Architecture

FSA Workforce

Netsourced
Applications

StudentsSchoolsFinancial Partners

Person-to-Person

W W W

Internet

Middleware Architecture

Web Based Access Capabilities 

PhonePaper

Data Legacy Systems Data Marts
Modernized Common 
Transaction Systems

Security and Access Privileges

Simplified Technical Architecture
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Enterprise Architecture & Technical 
Infrastructure

§ Integration
Ø EAI Middleware central to integration
Ø Integrated Technical Architecture provides coordination of IT 

development, maintenance, and testing
§ Improve Service & Customer Access

Ø Data integration provides foundation for customer and employee 
consistent answers

§ Increase Program Integrity
Ø Integrated and consistent data enables accurate business 

processing
§ Reduce Costs

Ø ITA speeds time to market and reduces cost of solution development

COTS Technology at the Core of Systems Integration
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Key Modernization Accomplishments
§ Implementation of:

Ø Financial Management System
Ø FAFSA on the Web v7
Ø Students, Schools & Financial Partners Web Portals
Ø Common Origination & Disbursement System for Direct Loans, Pell Grants, 

and Campus Based programs
Ø FORMS 2000 enabling on-line transactions for Guaranty Agencies
Ø Internet based data transmission system – Student Aid Internet Gateway 

(SAIG)
Ø Electronic Signature for Promissory Notes
Ø Financial Partners Data Mart
Ø Credit Management Data Mart
Ø Lender Reporting System and Lender Application Process (LaRS/LAP)
Ø eCampus Based System
Ø Learning Management System enabling web based training course and 

conference registration
Ø Middleware technology and integrated technical architecture
Ø Security & Privacy policies
Ø Procedures, Software Development Artifacts and Guidelines
Ø Organization transformation support
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Key Modernization Accomplishments

§ Retirement of:
Ø Central Data System
Ø Title IV Wide Area Network (TIVWAN)
Ø Campus Based System
Ø FARS system
Ø Paper Forms 1189, 1130, 704, 1207, 799
Ø RFMS & DLOS in FY03
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Integration Drives Success

§ Customer needs drive business services
§ Customer expectations identify business 

solutions
§ Integrated business capabilities supported by 

key enablers – people, process, technology

Find the “So What” to meet customer expectations
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Integrated Leadership:
Engage Employees and Partners

§ Roundtables and Integration Groups enable 
collaborative modernization
§ Leadership outlines direction, organization 

drives solution
§ Modernization/Integration Partner brings best in 

breed solutions to solve FSA problems
§ Performance incented Operating Partners 

focus on improved outcomes
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Customer Interaction & Participation
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Customer Interaction & Participation
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Customer Interaction & Participation
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Customer Interaction & Participation

§ Integration
Ø Web portals provide access to FSA systems and business 

processes
Ø Consolidate and eliminate redundant web sites

§ Improve Service & Customer Access
Ø Student Aid Internet Gateway (SAIG) – enables school transaction 

processing via Internet
Ø PIN Site sets foundation for student identification and authentication

§ Increase Program Integrity
Ø eSignature enables electronic promissory note acceptance and 

speeds loan lifecycle
§ Reduce Costs

Ø Lower cost of business processing
Ø Self-service for customers reduces FSA service delivery costs

Electronic Transactions Build Customer Confidence
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Aid Awareness & Application:
Moving to the Web to enable greater customer 
interaction

§ Integration
Ø E-SARS/Pin Site

§ Improve Service & Customer 
Access
Ø Web enabled information 24 

hours/day
Ø FAFSA on the Web

§ Increase Program Integrity
Ø An error rate of less than 1% 

for electronic applications 
compared to 8% for paper

§ Reduce Costs
Ø Reduction in printing costs 

(paper to electrons; e-SARs, 
e-PINs

Ø Enhanced technology and 
customer service capabilities
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Origination & Disbursement:
COD & eCampus Based enable integrated Loan 
Origination & Disbursement

§ Integration
Ø Core integration at STUDENT level
Ø Multi-dimensional integration of data 

– by SCHOOL
– by PROGRAM

Ø Integration with applicant data (CPS)
Ø Integrated funds management data (FMS & 

GAPS)

§ Improve Service & Customer Access
Ø Web access to integrated views and data 

such as real-time processing statistics to 
help a school target improvements to its 
business process

Ø Single customer service center for Pell and 
Direct Loan origination and disbursement

§ Increase Program Integrity
Ø Consolidated funding information, tracking

drawdowns, substantiated cash and 
progress toward 30-day reporting 
requirements

Ø Additional student eligibility edits

§ Reduce Costs
Ø Retirement of two legacy systems
Ø Consolidation of two call centers into one 

and scalable to future CRM4FSA solution
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Repayment & Servicing

§ Integration
Ø Foundation for future integrated 

Common Services solutions
§ Improve Service & Customer 

Access
Ø Modernized Direct Loan Web Site 

enables interactive account 
management

Ø Electronic Bill Presentment and 
Payment/Electronic Correspondence 
(EBPP/EC) provides convenience for 
borrowers

Ø On-line processing of loan deferments 
and forbearances

§ Increase Program Integrity
Ø EBPP Aggregator allows on-line 

receipt of bills and payment via 
partner web portals

§ Reduce Costs
Ø Electronic payment processing 

reduces service delivery costs

Electronic Transactions Build Customer Confidence
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Fiscal Integrity & Core Accounting

§ Integration
Ø Timely transaction feeds provide FMS with loan level ledger data
Ø FMS integrates with GAPS/FMSS to provide account roll-up 

information
§ Improve Service & Customer Access

Ø FP Data Mart enables financial analysis, preventative measurement 
and oversight

§ Increase Program Integrity
Ø FORMS 2000 and LaRS (e799 Form)/LAP enable financial partners 

to conduct electronic financial transactions
Ø Financial Management System instills core accounting controls and 

management
§ Reduce Costs

Ø Data accuracy, streamlined processing
Ø Removal of redundant financial data storage

Integrated Controls Build Financial Integrity
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Fiscal Integrity & Core Accounting
Forms 2000 Cuts Out Paper Mess

Before:

After:

DC
Greenvill

e

Greenvill
e

3 – 10 Days

• Costs Less 
• Pays Faster
• Has Fewer 
Errors

Forms 2000

DC

• ED Form 1189
• ED Form 1130
• ED Form 704

GA’s submit 
via the Web to 
FSA for 
payment

30 – 45 Days
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Where We Are Going Tomorrow…

§ Key challenges targeted for FY03
Ø NSLDS II

– Stream-lined data feeds & direct community participation
– Accurate data capture, storage, and sharing

Ø Common Services for Borrowers
– Common functions enable reduced costs
– Integrated servicing, collections & consolidations

Ø Integrated Application Origination & Disbursement
– Integrated processing enables timely business fulfillment
– Enable seamless completion of business

Ø CRM4FSA (Releases 2 & 3)
– Common enterprise platform for pre-attending & attending, CSCC
– Enhanced pre-attending phone self service
– Common platform for Ombudsman, Ed. Services, DCSIS, Students Reg. 

Offices
– Enhanced post attending phone self service
– Common school ID foundation
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Consistent Answers

§ Integration
Ø Transforms customer service at FSA from being “program driven” to 

“customer driven”
Ø Common views to account information and account history
Ø Common tools for customer service employees
Ø Data integration enables enterprise wide consistency and reduces

redundancies

§ Improve Service & Customer Access
Ø One entry point for customers (one phone number, one email 

address, etc.)
Ø FSA takes responsibility for getting customers to the right place 

rather than make the customer figure out where they need to go
Ø Increased options for self service

CRM4FSA Transforms Customer Interaction & Enables 
Business Integration



27

Consistent Answers

§ Increase Program Integrity
Ø More and easily accessible information to use for oversight
Ø Improved institutional data (parent/child relationships established, 

synchronized institutional view)
Ø Assignment tracking and tracking workflow features enhance ability to 

manage oversight capabilities

§ Reduce Costs
Ø Reduction in call volume (eliminating transfers and misdirected calls
Ø Optimized interaction method mix (shift from more expensive agent 

assisted service to less expensive self service capabilities)
Ø Lower unit costs through increased effectiveness (using enhanced

technology and customer service capabilities) and renegotiated 
contracts

CRM4FSA Transforms Customer Interaction & Enables 
Business Integration
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§ What may the future bring as we move towards 
integration
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Your ToolsYour Tools
And LinksAnd Links

Your HeadlinesYour Headlines

FSA Deadlines…FSA Deadlines…
FSA News…FSA News…
National News…National News…

AlertsAlerts

SAIG Password SAIG Password 
Will Expire in 5 DaysWill Expire in 5 Days

Welcome University of TexasWelcome University of Texas

Your StatusYour Status

Your cash Your cash 
balance is $0.00balance is $0.00

My FSA – Conceptual View



Student Process History

View/Correct My Student’s Data
2002-2003, 2003-2004, Summary

Apply
FAFSA on the Web, Renewal on the Web

Origination
Add, Correction, View Origination Detail

Disbursement
Add, Correction, View Disbursement Detail

Repayment
Maintenance, Reconciliation, Enrollment, Reporting

Cumulative Financial Aid History
Add, Correction, Enrollment, View Detail

Other School Functions

School Eligibility Information
Apply, Re-certification, Contact Information, View Detail

School Funding Information
Apply, Re-certification, Contact, View Detail



My Student’s Data – Award Year 2002-2003

MATT KAIN  Student ID 123123123 KA
1231 STREET ADDRESS, AK 12345

Repayment
Status 

Loan 1        01/01/2002   In Repayment   
Loan 2        01/01/2002   In Grace
Loan 3        01/01/2002   In Deferment

Loan Disbursed
Date  Processed      Amount

Transaction 1        01/01/2002             123   
Transaction 2        01/01/2002             123
Transaction 3        01/01/2002             123

Loan Originated
Date  Processed      Amount

Transaction 1        01/01/2002             123   
Transaction 2        01/01/2002             123
Transaction 3        01/01/2002             123

Pell Disbursed
Date  Processed      Amount

Transaction 1        01/01/2002             123   
Transaction 2        01/01/2002             123
Transaction 3        01/01/2002             123

Pell Originated
Date  Processed      Amount

Transaction 1        01/01/2002             123 
Transaction 2        01/01/2002             123
Transaction 3        01/01/2002             123

Student Aid Report
Date  Processed      EFC

Transaction 1        01/01/2002             123
Transaction 2        01/01/2002             123
Transaction 3        01/01/2002             123

View DetailView Detail View DetailView Detail View DetailView Detail

View DetailView Detail View DetailView Detail

View Award HistoryView Award History

View DetailView Detail



FAA Correction Entry – Student ID 123123123 KA  Transaction 01

2003-2004 Application Correction
Step 1| Step 2| Step 3| Step 4| Step 5| Step 6| Bottom

Step 1. (Q1 – Q35)

Select 

Select 

Select 

Select 

Select 

Select 

Select 

Select 

Select 

Select 

Select 

Select 

1.    Last Name

MATT        P2-3  First Name, Middle Initial        

4.    Permanent Street Address        

KAIN        

1231 STREET ADDRESS        

CORALVILLE        5.    City       

12345        Alaska       6-7  State Abbreviation, ZIP Code       

123123123       8.    Social Security Number      

11111980       9.    Date of Birth

123456789        10.  Permanent Home Phone Number        

123123123       11.  Driver’s License Number       

Alabama        12.  Driver’s License State Abbreviation       

Yes, I am a U.S. Citizen        13.  Citizenship Status        

14.  Alien Registration Number    

#

#



My Student’s Data – Award Year 2002-2003

MATT KAIN  Student ID 123123123 KA
1231 STREET ADDRESS, AK 12345

$1,500.00$4,000.00Totals

$0.00$0.00FSEOG

$0.00$0.00Perkins

$500.00$0.00$0.00Federal Work Study

$0.00$0.00Campus Based

$500.00$500.00Plus

$500.00$500.00Unsubsidized

$2,000.00$2,000.00Subsidized

$500.00$3,000.00Direct Loan

$500.00$1,000.00$1,000.00Pell

CorrectionTotal DisbursementTotal AwardProgram

Transaction 04   EFC 456  COA $10,000.00Transaction 04   EFC 456  COA $10,000.00
View ApplicationView Application



Register with UsRegister with Us
ApplyApply
FAFSA on the WebFAFSA on the Web
Make CorrectionsMake Corrections
View your SARView your SAR

Award InformationAward Information
View your AccountView your Account
View your RepaymentView your Repayment

HistoryHistory

If you are applying …
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Making the Integration Vision a Reality

§ Customer driven, governed by business processes and 
program integrity goals

§ Integrated, consistent data across the enterprise
§ Common student and school Ids and attributes
§ On-line integrated views and access to the most 

current data available
§ Common services for our customers (borrowers, 

schools, financial partners)
§ Complete systems architecture that fully supports 

integration
§ FSA Integration Team to manage integration

Core Integration Components
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Questions
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Appendix

§ Back Up Materials
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Integrated Application Origination & 
Disbursement 

§ Integration
Ø Application processing provides real-time feeds to 

origination and disbursement
Ø On-line validation of customer inputs with outcome based 

results (Web EFC and SAR)
§ Improve Service & Customer Access

Ø Improved on-line help and business processing
§ Increase Program Integrity

Ø Real-time edits and validations prevent user or 
application errors and redundancies

§ Reduce Costs
Ø Real-time decreases overall processing cost

Integrate Front-End Application Processing with Back-End 
Origination & Disbursement
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Common Services for Borrowers

§ Integration
Ø Common solution for loan servicing, collections, and 

consolidation
§ Improve Service & Customer Access

Ø Integrated solutions enable proactive borrower assistance
§ Increase Program Integrity

Ø Management of student through repayment processing
Ø Integrated data enables preventative measures and trend 

analysis
§ Reduce Costs

Ø Common functions and modernized solutions provide cost 
reductions

Common Services will provide key customer capabilities
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Improve Service and Access
Disparate Processes Causes Confusion

Awareness Apply / Receive Repay

STUDENT

L
if

ec
yc

le
N

ee
d

s

G
en

er
al

In
fo

rm
at

io
n

A
pp

lic
at

io
n

P
ro

ce
du

re
s

E
lig

ib
ilit

y
In

fo
rm

at
io

n

G
en

er
al

In
fo

rm
at

io
n

F
A

F
S

A
In

st
ru

ct
io

ns

FA
FS

A
 S

ta
tu

s

F
A

F
S

A
C

ha
ng

es

Lo
an

 A
pp

In
st

ru
ct

io
ns

Lo
an

 A
pp

S
ta

tu
s

D
is

bu
rs

em
en

t
In

fo

A
pp

ea
ls

C
om

pl
ai

nt
s

O
p

er
at

io
n

 P
ar

tn
er

s
S

F
A

 O
p

er
at

io
n

s

G
en

er
al

In
fo

rm
at

io
n

P
ay

m
en

ts

C
on

so
lid

at
io

ns

D
eb

t
C

ou
ns

el
in

g

A
pp

ea
ls

 /
H

ea
rin

gs

A
id

 H
is

to
ry

V
er

ifi
ca

tio
n

C
om

pl
ai

nt
s

F
S

A
IC

F
A

F
S

A
 o

n
th

e 
W

E
B

C
P

S
/

T
IV

 W
A

N

D
el

iv
er

y
P

ar
tn

er
s

Outreach Delivery Credit Management

PROGRAM INTEGRITY

S
F

A
U

n
iv

er
si

ty

A
id

A
w

ar
en

es
s

D
L

O
C

A
p

p
lic

at
io

n
P

ro
ce

ss
in

g

S
tu

d
en

t
C

re
di

t
M

an
ag

em
en

t

C
lo

se
d

S
ch

o
o

l U
n

it

T
it

le
 IV

 O
p

s
an

d
 S

ys
te

m
s

D
L

 O
p

s 
an

d
S

ys
te

m
s

IVR

Phone

Email

WEB

IVR

Phone

Mail

Email

WEB

IVR

Phone

FAX

Mail

Email

WEB

IVR

Phone

FAX

Awareness Partners
High Schools,

Post Secondary
Schools,

Trio Centers
Others

U
pd

at
e 

B
io

/
D

em
o 

da
ta

U
pd

at
e 

B
io

/
D

em
o 

da
ta

O
m

b
u

d
sm

an
O

p
er

at
io

n
s

F
in

an
ci

al
P

ar
tn

er
s

O
ff

ic
es

N
S

L
D

S

D
C

S
IC

D
LS

C

D
L

C
C

WEB

IVR

Phone

Mail

Email

WEB

IVR

Phone

FAX

Mail

Email

WEB

IVR

Phone

FAX

Mail

Email

WEB

IVR

Phone

FAX

O
m

b
u

d
sm

a
n

Mail

Email

WEB

IVR

Phone

FAX

E
d

it
o

ri
al

S
er

vi
ce

s

Mail

Phone

FAX
Lo

an
 C

an
ce

l,
C

ha
ng

e,
 M

od

FFELP
Lender

As Is

C
S

S
C

C

School

As Is Student Customer Contact Experience



42

Improve Service and Access
Consistent Answers for our Customers

Student Experience

L
if

ec
yc

le
N

ee
d

s

General
Information

General
Information

Application
Instructions

(FAFSA)

Technical
Assistance

(FOTW)

Application
Status and
Changes
(FAFSA)

Closed
Schools

Needs
Serviced by

Delivery
Partners
(Appeals,

Disbursement
Info, FFEL Info)

Complaints General
Information

Payments
(DL, Pell)

Debt
Counseling
(Consolidation
Forbearance
Deferment)

Appeals /
Hearings

Aid History
Verification

Complaints

FS
A

O
p

er
at

io
n

s

PROGRAM INTEGRITY
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ar
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Post Secondary
School

FFELP
Lender
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To Be STUDENTS Customer Service Delivery Model

Presentations
& Publications

Collections/
PCAs

E
xt

en
d

ed
 F

S
A

 E
n

te
rp

ri
se

Awareness Partners
High Schools,

Trio Centers, Others

Awareness Apply / Receive Repay/Credit Management

Tier 1 Questions
    May Be Answered By All

Enterprise Communication Method Mgmt.

PHONE IVR WEB EMAIL MAIL FAX

Schools
Interactions

Financial Partners
Interactions

Students
Interactions

Program Development

Aid Awareness CAOD (Application Processing) Common Servicing for Borrowers (Servicing, Consolidation, Collections) Ombudsman
Customer Service Delivery Management (CSSCC)

Needs
Serviced by

Delivery
Partners

(Perkins, FFEL,
HPSL, HEAL)

Pre-Attending/Attending

General Information
Instructions Status

Detail Eligibility Issues  ie:
Permanent Residency
SS# Mismatches, Etc.

Tier 1

Tier 2

Post Attending

Past Due Accounts, Dunning

Debt Counseling: Deferment,
Consolidation, Forbearance

TOP, Appeals
Hearings, Litigation

Payment Status, Payout Info,
Payment Processing

Tier 1

Tier 4

Tier 3

Tier 2

Ombudsman

Tier 3

Tier 4

Ombudsman May Answer Tier 1 & 2
Inquiries on Request

Ombudsman Focuses on Tier 3 & 4
Inquiries - Mitigating Student Issues

Delivery Partners

Complex Assistance, ie.
Reconciliation Support,
Technology Help Desk

Escalation to FSA Staff

CSR, General Guidance, General
Operation Support

CSR or Self-Serve
Tier 1

Tier 4

Tier 3

Tier 2

Modernized Student Customer Contact Experience
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Portfolio Management

§ Integration
Ø Data warehouse solution integrates data mart
Ø Middleware provides key customer data to Portals, Common 

Services, and CRM4FSA
§ Improve Service & Customer Access

Ø Real-time data feeds
Ø Data sharing with external partners

§ Increase Program Integrity
Ø Accurate loan level data
Ø Accessible via data warehouse technologies

§ Reduce Costs
Ø Decreased operating costs tied to modernized architecture

Modernized NSLDS central to overall customer information  
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Enterprise Architecture & Technical 
Infrastructure

§ Integration
Ø Middleware enables flexibility
Ø Data integration builds foundation for successful business 

solutions
§ Improve Service & Customer Access

Ø Single Sign On and user authentication/identification ease 
customer interaction

Ø Critical performance testing increases customer acceptance
§ Increase Program Integrity

Ø Integrated and timely data transfer solutions
§ Reduce Costs

Ø ITA reduces cost of solution development

Architecture enables business solutions



The Financial Aid Life Cycle
Customer View

Application Acceptance Funding

Application & DeliveryApplication & Delivery

Lender 
Requests

FFEL Loan 
Insurance

From 
Guarantor

and Guarantor 
Insures FFEL

Student 
Chooses 

School And 
Accepts Aid

Student 
Accepts 
Campus 

Based Aid

Student/
Parent 

Accepts FFEL
Aid

Student 
Signs FFEL 
Promissory 

Note

Lender 
Receives

FFEL 
Promissory

Note

Student 
Accepts

Direct Loan 
Aid

School has the
Option to Send
DL Origination
Notification to

FSA

Student 
Signs DL

Promissory 
Note

FSA 
Receives

DL Promissory
Note

Student 
Accepts Pell

Grant Aid

School has the 
Option to Send

Pell Grant
Origination &
Disbursement
Record to FSA

AcceptanceAcceptance

School Draws
and

Matches The 
Campus 
Based 
Funds

School 
Disburses

Funds through
Perkins Loans,

FSEOG or
Work Study

Student 
Receives
Campus 

Based
Funds

Lender Sends 
FFEL Funds
To School

School 
Disburses

FFEL Funds
to Students

Student 
Receives

FFEL
Funds

FSA
Originates

The 
Direct Loan

And 
Authorizes

Funds

School Draws
The DL Funds

Student
Receives

Direct Loan
Funds

School 
Disburses
DL Funds

to Students

FSA 
Acknowledges
The Pell Grant
And Authorizes

Funds

School 
Obtains
The Pell 

Funds

Student
Receives
Pell Grant

Funds

School 
Disburses
Pell Funds
to Students

FundingFunding

Student Applies
For Aid

FSA Processes
The FAFSA &

Sends Reports

School Receives
FAFSA Report

(ISIR) and
Packages Awards

Student 
Receives

FAFSA Report
(SAR)

Student 
Receives

Aid Package
From School

State Agencies 
Receive

FAFSA Report
(ISIR)

ApplicationApplication
Student

School

FP

FSA

The Financial Aid Life Cycle
Customer View

V 1.2 8/26/02

School Has the
Option to Send 

Origination &
Disbursement

Record for
Funds through
Perkins Loans,

FSEOG or
Work Study

School Sends 
Origination &
Disbursement

Record for
FFEL Funds

to FSA

School Sends 
Origination &
Disbursement

Record for
DL Funds

to FSA

School Sends 
Origination &
Disbursement

Record for
Pell Funds

to FSA

School has the
Option to 

Send FFEL 
Origination

Notification to
FSA

Student Can Make 
Corrections And

Resubmit 
the FAFSA FSA 

Verification

*

* The funding process is not necessarily sequential.



FSA Notifies
Borrower of Direct
Loan Repayment

Schedule

Lender Notifies
Borrower of FFEL

Repayment
Schedule

School Notifies 
Borrower of Perkins

Loan Repayment
Schedule

Borrower 
Submits Payments

To FSA

FSA Services 
Direct Loan
Repayment

Borrower 
Submits Payments

To Lenders

Lender Services 
FFEL Loan
Repayment

Borrower 
Submits Payments

To Schools

School Services 
Perkins Loan
Repayment

ServicingServicing

Servicing

Consolidation Collection

RepaymentRepayment

Student or
Parent
Enters

Repayment 

Borrower 
Applies for a 

Loan
Consolidation

Borrower 
Completes Loan

Repayment

ConsolidationConsolidation

Student 
Receives 

Exit 
Counseling

FSA Presents 
Bill Monthly

Lender Presents 
Bill Monthly

School Presents 
Bill Monthly

Borrower Signs 
& Submits 
Promissory 

Note

FSA  Pays Off
Original Loans

FSA  Books 
The New,

Consolidated Loan

Yes

Borrower 
Defaults 
On Loan

DCS  Manages
The Private

Collection Agencies

No

Student

School

FP

FSA

FSA’s Debt
Collection Service
(DCS) Conducts

Collections Activities
Has the 
Borrower

Met Rehabilitation
Criteria?

No

Yes

CollectionCollection

The Financial Aid Life Cycle
Customer View

V 1.2 8/26/02

Guaranty Agency
Collections for
FFEL Loans

Current
Within 360

days?
No

Borrower 
Applies for 
Deferment

FSA Processes 

Lender Processes 

FSA Processes 

Lender Processes 

Borrower 
Applies for 

Forbearance

FSA Processes 

Lender Processes 

Borrower 
Applies to be

Discharged from
Loan Obligation

Direct
Loan?

Yes

YesNo

FSA Discharges Loan

Lender Discharges Loan 

Lender Pays Off
Original Loans

Lender  Books 
The New,

Consolidated Loan

FSA Continues Monthly Bills, 
Conducts Loan Counseling and 

Default Aversion Activities

Payments 
Become 

Delinquent

Payment
Becomes Current

Within 270
days?

FSA Continues Monthly Bills, 
Conducts Loan Counseling and 

Default Aversion Activities

Amount of each
Loan is Certified

By FSA

Amount of each
Loan is Certified

By Lender



Application Compliance

School & Partner EligibilitySchool & Partner Eligibility

ApplicationApplication

School Applies for 
Eligibility 

-For The First Time
-To Update

-To Re-certify

FSA Processes
Application

School Application

FSA Notifies
School of Ineligibility &

Stops Payment if 
School was Applying
For Re-certification

School Receives 
Approval Document 
(ECAR) And Signs 

Program Participation
Agreement (PPA)

ComplianceCompliance

School Submits
Financial

Statements
& Audits
Annually

FSA Reviews
Financial Statements

& Audit

School Compliance

FSA Updates
School Compliance

Status & 
Notifies School

Lender Operations

Lender Submits
Invoices to FSA

Quarterly

FSA Processes 
Lender Invoices

FSA Pays
Lender Invoice

(Or zero payment
Or credit)

Is Invoice
Accepted?

FSA Notifies
Lender to 
Re-submit 

And Puts Invoice 
on “Hold’ Status

FSA Notifies 
Lender &

Deactivates 
Eligibility

Yes

No

Is School
Compliant?

FSA Notifies School &
Takes Action Through

Case Resolution

Yes

No

Is School
Eligible?

Yes

No

Lender Application

Lender Applies 
for  Eligibility 

with GA Approval
-For the First Time

-For Additional ID # (to
Manage Their Portfolio)

FSA Processes
Application

FSA Notifies GA 
of Lender Eligibility

Is Lender
Eligible?

FSA Notifies Lender 
of Ineligibility

Yes

No

Student

School

FP

FSA

Lender
Activity for

Past 2 
Quarters?

No

Yes

School Applies for 
Funding Caps 

for Campus Based 
Aid Annually

FSA Processes
Application

FSA Notifies
School of 

Funding Amounts &
Authorizes Funds

Resolved?
YesFSA Notifies School of 

Ineligibility Status, 
Updates Status &
Stops Payment

No

Lender Compliance

Lender is Audited By
-Independent Auditors
-FSA Regional Offices

-GAs

The Financial Aid Life Cycle
Customer View

V 1.2 8/26/02


